STATE OF FLORIDA
COMMISSIONERS: >
BRAULIO L. BAEZ, CHAIRMAN P b’\
J. TERRY DEASON - :
RUDOLPH "RUDY" BRADLEY
LISA POLAK EDGAR

Puhlic Berice Qommission

DIVISION OF COMPETITIVE MARKETS &
ENFORCEMENT

BETH W. SALAK

DIRECTOR

(850)413-6600

L 1
June 23, 2005 RECEAVED & b i
|
JUN 24 .55 :
Ms. Marlene H. Dortch ) ‘
Office of the Secretary FCC - MAILhuUM
Federal Communications Commission bbC/r&
445 12th St., SW, Rm TW-B204 A

Washington, D.C. 20554

9%,
Re: In the Matter of Telecommunications Relay Service and Speech-to-Speechlg@quces for
Individuals with Hearing and Speech Disabilities, CG Docket No. 123

Dear Ms. Dortch:

06/

As required in the above referenced docket, Florida submits the Annual Complaint Log for: .

complaints received from June 1, 2004 through May 31, 2005 that allege a violation of the federal
Telecommunications Relay Services (TRS) mandatory minimum standards. The log includes the date
of the complaint, the nature of the complaint, the date of its resolution, and an explanation of the
resolution. A log of CapTel complaints has been submitted separately from the TRS complaints.
Also included is an Annual Tally Report with total complaints by category.

A 3.5” diskette is included that contains an electronic copy of each enclosed report.

If you have questions, please contact me at 850/413-6582 or rmoses@psc.state.fl.us.

Sincerely,

Kot e

Rick Moses

Chief, Bureau of Service Quality

Enclosure

CAPITAL CIRCLE OFFICE CENTER ¢ 2540 SHUMARD OAK BOULEVARD @ TALLAHASSEE, FL 32399-0850

An Affirmative Action / Equal Opportunity Employer
PSC Website: http://www.floridapsc.com

Internet E-mail: contact@psc.state.fl.us
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Complaint Tracking for FL CapTel (06/01/2004-05/31/05), Total Customer Contacts: 54

Eate of
Complaint

Nature of Complaint

Explanation of Resolution or Status

Date
Resolved

6/2/04

Billing Issue

Explained billing situation to customer.

6/9/04

6/7/04

Dialing Issue

Every time customer dials out, their office phone system transmits
an area code from a different state. Customer will check with their
phone administrator. Customer will dial full 10 digit number to
successfully make calls.

6/7/04

B/7/04

DTMF Tone Interference

Tech Support adjusted DTMF tone pass through. Confirmed
resolution was successful,

6/7/04

6/10/04

Echeo Sounds

Advised customer on tips to reduce echo sounds using the Volume
Boost button and adjustment of Velume slide. Provided customer
with an over the phone fine update.

6/10/04

6/24/04

Dialing Issue

Customer's office telephone network sends out different area codes
and phone numbers to captioning service. Customer will contact
their phone administrator to possibly change telephone network.
Customer will dial 10 digit number for local telephone calls in the
interim.

6/24/04

6/29/04

Echo Sounds

Sent customer tips to reduce echo sounds and others tips for
general CapTel use. Provided customer with an over the phone line
update.

6/29/04

711104

Billing Issue

Explained billing situation to customer,

717104

7/8/04

Dialing |ssue

Advised customer to dial local calls with area code as an interim
solution. Tech support implemented a technical modification that
resolved the case.

7/30/04

7/13/04

Dialing issue

Technical Support corrected regional 800 number so CapTel user
can successfully make captioned call to 800 number. Remedy
provided.

7/13/04

8/24/04

Disconnect/Reconnect during
calls

Sent customer information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why
disconnectionireconnection might be occurring and sent a letter in
the mail wilh tips to reduce their occurrence.

8/24/04

8/30/04

Disconnect/Reconnect during
calls

Sent customer information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why
disconnection/reconnection might be occurring and sent a letter in
the mail with tips to reduce their occurrence.

8/30/04

9/14/04

Billing Issue

Explained billing situation to customer.

9/14/04




7 N

9/23/04 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 9/24/04
resolution was successful.
10/15/04  jAccuracy of captions Call involved medical terminclogy and certain words were incorrectly}  10/15/04
presented during the call. Thanked customer for feedback and
forwarded to appropriate staff for follow up with the CA.
10/20/04 Account Login Failure Unit's account activated. Unit now operational. 10/20/04
10/22/04 Echo Sounds Advised customer on tips to avoid echo sounds. 10/22/04
10/26/04  |Accuracy of captions Passed complaint to direclor of captioning service, who agreed to 10/26/04
contact customer regarding Spanish grammatics of captions.
11/24/04  |Echo scunds Advised holding phone away from mouth/face and making good 11/24/04
acoustical seal with ear. Remedy provided.
12/9/04 Billing Issue Explained billing situation to customer. 12/9/04
1213104 tnability for CapTel unit to reach |Explained to customer that there was transmission congestion within]  12/13/04
data tolf free # due to network  the nationwide toll free network. This disruption caused some
congestion consumer calls not to be able to reach our Captioning Center.
Managers of that network confirmed they expanded the capacity and
the transmission difficulties should be resolved.
1/3/05 Disconnect/Reconnect during Customer experiences immediate disconnection; tech support 1/3/05
calls identified this as a telephone network line-related problem. Tech
support enabled new software to try and work around this.
1/10/05 Disconnect/Reconnect during  [Custormner has Call Waiting feature and didn't program a "block”. 1110105
calls Advised customer to enter in block for call wailing. Remedy
provided.,
1/19/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 1/19/04
resolution was successful.
1/26/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 1/26/05
' resolution was successful,
2/4/05 Billing Issue Explained billing situation to customer. 214105
2/7/05 Disconnect/Reconnect during Advised customer of cause of disconnect/reconnect and tips to 217105
calls remedy. Customer states will contact local telephone company for
line check.
2/22/05 Echo Sounds Discussed tips to reduce the occurrence of echo. 2/22/05
2/23/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 223105
resolution was successful.
2/24/05 Inability for CapTel unit to reach {Contacted toll free network managers and they resolved the problem 3/2/05

data tolfl free # due to toll free
network routing problem.

at their end. Customer service representative confirmed with
customer that they are able to make calls.




3/1/05

Inability for CapTel users to
reach the data toil free number

Tech support alerted managers of toll free network of the problem.
Customer service representative confirmed with customer that now
able to make and receive caplioned calls.

3/2/05

3M1/05

Voice user unable to reach
CapTel user by cell phone.

Conducted test call to CapTel user, lo ensure ability to accept
incoming call. Informed caller of possible 1-800 block on caller's cell
phone/provider,

3M11/05

J22/05

Disconnect/Reconnect during
calls

Customer advised of causes of disconnect/reconnect. Customer will
contact DSL provider for new in-line analog fitter and line check.

3/22/05

3/25/05

DTMF Tone Interference

Tech Support adjusted DTMF tone pass through. Cenfirmed
resolution was successful.

3/25/05

3/28/05

Inability for CapTel users to
reach the data toll free number

Reported problem to toll free network provider. Problem resolved the
same moming. Customer service representative confirmed with
customer that they are able to make calls.

3/28/05

3/28/05

Inability for CapTel users to
reach the data toli free number

Reported problem to tolf free network provider. Problem resolved the
same morning. Customer service representative confirmed with
customer that they are able to make calls.

3/28/05

3/28/05

inability for CapTel users to
reach the data toll free number

Reported problem to toli free network provider. Problem resolved the
same morning. Customer service representative confirmed with
customer that they are able to make calls.

3/28/05

3/28/05

Inability for CapTel users o
reach the data toll free number

Reported problem to toll free network provider. Problem resolved the
same morning. Customer service representative confirmed with
customer that they are able to make calls.

3/28/05

3/28/05

inability for CapTel users to
reach the data toll free number

Reported problem to toll free network provider. Problem resolved the
same moming. Customer service representative confirmed with
customer that they are able to make calls.

3/28/95

3/28/05

Inability for CapTel users to
reach the data toll free number

Reported problem to toll free network provider. Problem resolved the
same moring. Customer service representative confirmed with
customer that they are able to make calls.

3/28/05

3/28/05

Inability for CapTel users to
reach the data toll free number

Reported problem to toll free network provider. Problem resolved the
same morming. Customer service representative confirmed with
customer that they are able to make calls.

3/28/05

3/28/05

Inability for CapTel users to
reach the data tolf free number

Reported problem to toll free network provider. Problem resolved the
same morning. Customer service representative confirmed with
customer that they are able to make calls.

3/28/05

3/28/05

Inability for CapTel users to
reach the data toli free number

Reported problem to toli free network provider. Problem resolved the
same morning. Customer service representative confirmed with
customer that they are able to make calls.

3/28/05

3/28/05

Inability for CapTel users to
reach the data tolf free number

Reported problem to toll free network provider. Problem resolved the
same morning. Customer service representative confirmed with
customer that they are able to make calls.

3/28/05




3/28/05 Inability for CapTel users to Reported problem to toll free network provider. Problem resolved the 3/28/05
reach the data toll free number [same morning. Customer service representative confirmed with
customer that they are able to make calls.
3/31/05 Disconnection/Reconnect during |Customer informed of causes of disconnection/reconnection. Sent 3/31/05
calls customer information explaining the difference between a CapTel
phone and a traditional phone. Explained to customer why
disconnectreconnect might be occurring and sent email with tips to
reduce their occurrence.
4/4/05 Billing Issue Explained billing situation to customer, 4/4/05
4/20/05 Incoming Connection - Tech support identified and remedied the circumstances with a 4/22/05;
CapTioned Calls system change on 5/25/05. Customer notified. Customer states that ongoing
all is well.
4/21/05 Caller 1D shows number but not |Our technicians have reported this problem to the IXC network 4/21/05;
name managers for correction. ongoing
4/22/05 Disconnect/Reconnect during Customer removed the Call Waiting feature as they did not realty 4/25/05
calls need it. Situation improved.
5/6/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 05/06/05
resolution was successful,
5/12/05 Accuracy of captions Explained to customer how incorrect captions of conversation may 05/17/05
have been caused. Customer expressed concern with one word
appearing in error that caused confusion. Customer encouraged to
coflect CA # and date of call, and also to ask the othes party to
clarify if a word is received that caused question.
5M19/05 Echo Sounds Sent customer over-the-phone line software update to provide 5/19/05;
resolution. 6/2/05
software
update
5/20/05 Inability for CapTel users to Reported problem to toll free network provider. Problem resolved the]  05/20/05
reach the data toll free number {same morming. Customer service representative confirmed with
customer that they are now able to make calls.
5/27/05 Disconnect/Reconnect during  [Sent custormer suggestions for alleviating disconnection- 05/27/05

calls

reconnection incidences.
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9/23/04 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 9/24/04
resolulion was successful.
16/15/04 Accuracy of captions Call involved medical terminology and certain words were incorrectly] 10/15/04
presented during the call. Thanked customer for feedback and
forwarded to appropriate staff for follow up with the CA.
10/20/04  |Account Login Faiture Unit's account activated. Unit now operational. 10/20/04
10/22/04  |Echo Sounds Advised customer on tips to avoid echo sounds. 10/22/04
10/26/04  |Accuracy of captions Passed complaint to director of captioning service, who agreed to 10/26/04
contact customer regarding Spanish grammatics of captions.
11/24/04  [Echo sounds Advised holding phone away from mouth/face and making good 11/24/04
acouslical seal with ear. Remedy provided,
12/9/04 Biiling Issue Explained billing situation to customer. 12/9/04
12/13/04 Inability for CapTel unit to reach |Explained to customer that there was transimission congestion within]l  12/13/04
data toll free # due to network  [the nationwide toll free network. This disruption caused some
congestion consumer calis not to be able to reach our Captioning Center.
Managers of that network confirmed they expanded the capacity and
the transmission difficulties should be resolved.
1/3/05 Disconnect/Reconnect during  |[Customer experiences immediate disconnection:; tech support 1/3/05
calls identified this as a telephone network line-refated problem. Tech
support enabled new software 1o try and work around this,
1/10/05 Disconnect/Reconnect during Customer has Call Waiting feature and didn't program a "block”. 1/10/05
calls Advised customer to enter in block for call waiting. Remedy
provided.
1/19/05 OTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 1/19/04
resolution was successful.
1/26/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 1/26/05
resolution was successful.
2/4105 Billing Issue Explained billing situation to customer. 2/4/05
2{7105 Disconnect/Reconnect during Advised customer of cause of disconnect/reconnect and tips to 2f7/05
calls remedy. Customer states will contact local telephone company for
line check,
2122105 Echo Sounds Discussed fips to reduce the occurrence of echo. 2/22/05
2/23/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 2/23/05
resolution was successful.
2/24/05 tnabiity for CapTel unit to reach |Contacted toll free network managers and they resolved the probiem 3/2/05

data toll free # due to toli free
network routing problem.

at their end. Customer service representative confirmed with
customer that they are able to make calis.




3/1/05

Inability for CapTel users to
reach the data toll free number

Tech support alerted managers of toll free network of the problem.
Customer service representative confirmed with customer that now
able to make and receive captioned calls.

32105

3/11/05

Voice user unable to reach
CapTel user by cell phone,

Conducted test call to CapTel user, to ensure ability to accept
incoming ¢all. informed caller of possible 1-800 block on caller's cell
phone/provider.

311/05

3122105

Disconnect/Reconnect during
calls

Custorner advised of causes of disconnectfreconnect. Customer wilt
contact DSL provider for new in-line analog filter and line check.

3/22/05

3/25/05

DTMF Tone Interference

Tech Support adjusted DTMF tone pass through. Confirmed
resolution was successful.

3/25/05

3/28/05

Inabitity for CapTel users to
Ireach the data toll free number

Reported problem to toil free netwark provider. Problem resolved the
same moming. Customer service reprasentative confirmed with
customer that they are abie to make calls.

3/28/05

3/28/05

Inability for CapTel users to
reach the data toll free number

Reported problem to toll free network provider. Problem resolved the
same morning. Customer service representative confirmed with
customner that they are able to make calls.

3/28/05

3/28/05

{inability for CapTel users to
reach the data toll free number

Reported problem to toll free network provider. Problem resolved the
same moming. Custormer service representative confirmed with
customer that they are able 1o make calls,

3/28/05

3/28/05

inability for CapTel users to
reach the dala toll free number

Reported problem to toll free network provider. Problem resolved the
same morming. Customer service representative confirmed with
customer that they are able to make calls.

3/28/05

3/28/05

Inability for CapTel users to
reach the data toll free number

Reported problem to toll free network provider. Problem resolved the
same morning. Customer service representative confirmed with
customer that they are able to make calis.

3/28/95

3/28/05

Inability for CapTel users to
reach the data toll free number

Reported problem to toll free network provider, Problem resolved the
same moming. Customer service representative confirmed with
customer that they are able to make calls.

328105

3/28/05

Inability for CapTel users to
reach the data toll free number

Reported problem to toll free network provider. Problem resolved the
same morning. Customer service representative confirmed with
customer that they are able to make calis.

3/28/05

3/28/05

inability for CapTel users o
reach the data toll free number

Reported problem to toll free network provider. Problem resolved the
same morning. Customer service representative confirmed with
customer that they are able to make calls,

3/28/05

3/28/05

inability for CapTel users to
reach the data toll free number

Reported problem to toll free network provider. Problem resolved the
same morning. Customer service representative confirmed with
customer that they are able to make calls.

3/28/05

3728105

Inability for CapTel users to
reach the data toil free number

Reported problem to tol free network provider, Problem resclved the
same morning. Customer service representative confirmed with
customer that they are able to make calls.

3/28/05




RECENVED & WSPECT

JUN 9 42005

Complaint Tracking for FL TRS (06/01/2004-05/31/05}. Total Customer Contacts: 105 FCC = MAILROOV‘%
Date of Compi. INatue of Complaint Date of Explanation of Resolution
Resolution

01/06/05 TTY user complained that the CA would not answer a question 01/25/05 Offered to get another CA fo ¢complete the ¢ustomer's call. Original]
and lefl them sitting there without responding. This was during CA followed proper procedure. The CA was coached on keeping
the CAS retrisval and relaying of a wice mail message. the caller better informed in the Tuture.
informed caller complaint would be passed on to the CAs
SUpervisor.

01/09/05 Customer gave agent number to dial and waited Tor a long 04/08/05 Met with agent, but did not remember this call. The ageot also
[period with no response from the agent. Customer typed "are stated that they would not hang up on a customer. Informed agent
you planning to dial?” and received ng reply resulting in of the severity of disconnecting on a customer or ignoring their
customer giving up and disconnecting without the knowledge of instructions, which can iead up to and including termination. Tried
if the call was placed or not. RCS apologized to customer and to contact customer several times, but there was no answer at the
assured the matter would be looked into. Customer requested number pravided.
call back with the resolution to this problem.

01/11/05 TTY user requested agent 1372F retrieve her messages. After 01/11/05 Followed up with agent 1372F. According fo the agent, she did
the agent typed the messages, the tty user asked her to delete deleted the message upon request. Agent then demonstrated
the message. The agent typed {Msg deleted). However the knowledge in deteting message in an answer mach/voice mai
agent did not delete the message as the tty user called back processing.
fater and the message was in the box, She stated that she was
"pissed” thal the agent "told her a lie."

01/12/05 Voice person stated that he had called his mother and he got 01/12/056 Tha supervisor apologized to the caller, and then he hung up. The
the impression that the agent was not focused on the call. supervisor met with agent and she stated that she did yawned on

the call, and the voice person said she was Lo pre-occupied to do
the call and hung up. Reminded the agents that if they need to
yawn, cough or sneaze elc, that they need to mute their mic for
that moment. Coached them on the importance of always
presenting a professional image during a call at all imes, and stay
focus during the call.

Q117105 TTY user complains they can not reach relay dialing 71+ or 800 05/13/05 No contact information provided. Account Manager not able to
955-8771 {FL Relay) for 10 to 15 minutes this morning. | loliow up.
apologized for problem, test called and reached agent
immediately. Referred customer to LEC for 711 access.

Customer wants account manager to contact his mom at work.
01/25/05 The Account Manager reported that the customer had problemsy  01/26/05 The supervisor reviewed the complaint with the agent. The agent

with the relay service. Customer explained that the operator
typed inaccurately, and he was unable to process his 2-line-
VCQ call. The manager apologized and assured that the
complaint will be resolved.

said that he: was sitting in the back section of the floor. While the
call was being processed, agent was a bit confused of what was
going on because they were sole (o hear each other. Agent did not
type anything because he was confused. He was not able to ask
for agsistance as he says there was no one available. Coached
agent on ¢all procedures. Went over call set and scenario with
agent. Agent understoed importance.
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05/20/05

Customer reports problem with agent at French Creale not able
to speak French Creole correctly and messed p call customer
asked for another agent held on line 15 minutes without further
response from agent then disconnected. Customer called back
and same agent answered the line asked for another agent will
not allow agent to process any further calis. Customer asked
for supervisor agent only dialed out and processed call
supervisor did not assist or did not follow customer instructions
{apologized for problem customer did not provide agent
rumber). Customer requests contact from French Creole
speaking supervisor.

06/01/05

Although no agent number was pravided, spoke with an
French/Creole agents to ensure that they are handling calls

several limes, a message was left, and other times there was no
answer,

appropriately. The Quality manager attempted to contact customer|

05/20/05

Customer said he was trying to place a TTY to TTY call with
agent 8589F and she did it incorrectly. He told her to redial
correctly at which point she typed 'F U" and tung up. He
redialed and got a supervisor, 2089f (Alicia) who said she would
process the call and hung up on him. Apotogized for the
problems and it would be looked into, then placed the TTY lo
TTY call. Customer Requests follow up on bath agenfs,

05/26/05

Supervisor met with CA she stated that there was some garbling
and said when the TTY to TTY did get connected the system
logged her out and she got up to move to another station. she
stated she did not type FU. coached CA on TTY to TTY call
procedures. Account Manager called and left a messagae for the

the contact information in case the customer wishes to return the
call.

customer apologizing and explaining what has happened. Alse, left

05/20/05

Customer said he was lrying to place a TTY o TTY call with
agent B599F and she did it incorrectly. He tofd her to redial
comectly at which point she typed 'F U” and hung up. He
redialed and got a supervisor, 2089¢ (Alicia) who said she would
process the call and hung up on him. Apologized for the
problems and it would be looked into, then placed the TTY to
TTY call. Customer Requests follow up on both agents.

05/25/05

Supervisor 2088 was nol scheduled this day ot the day before.

times and they did not have an answering machine to leave a
message.

She does not recali the situation. Attempted o eontact customer 3

05/20/05

Inbound Hy said that they were on the phone with their relalive
and the CA disconnected the call. Apologized and toid them
after follow up with CA someone would contact them with follow
up.

OB/20/05

Supervisor mel with agent, did not remember the call. Coached
agent on the severity of hanging up on a customer. Made several
attempts to contact customer, but robody answered the phone.

05/24/05

Catter reported general complaint that they are very dissatisfied
with the Florida operators. They can't hear them speak in
whisper. They don't speak English well enough lo be
understood. They don't type verbatim to the deaf person. Deaf
s0n emails parents asking, "did you say...this?" and facts are
always wrong. Does not have operator ID numbers, but will
begin tracking them--says the worst ones are mate. Reports
that 75% of their cails are handled by poor operators. Other
relatives also complain to them of poor service. Customer
Servica Response: Thanked her for informing us, apotogized,
and fold her the report would be sent to Account Manager. No
follow up requested.

05/24/05

At the beginning of this year, we added a voice clarity component
to our internal evaluation process. It showed a 2% average of
agents displaying a voice clarity issus. Voice clarity is a high
concern at this center, and we will continue to monitor this area.




"UGIIOSAT LM PEYYS|IES LISU] SBM JOLLIDISNY) "PalLLIDjaId 31 DINOM
dn mojjoj PO} SeA "sansst rewrwelB ou pey juabe ay) spew sem)
uonexen pue ewwelbfuyads noge paueidiuco sawosny
"SWIFNUOD PAYLEID PUE JBLIOISND By LIim payje) sabeuew

Buiures ) ‘sjuawannbal 974 $199W paads Buwd) uaby -iea ayy

10 Mol BU) 1931 JoU pInom jeu) 8oed e Je paads Guidk) ey Huidaay
pue sioua BudA) |les Bunoa o 1o asuepodw augy uo wabe
payoeod ‘Aue pue Aguany ysiBu3 syeads oym uabe yum Jei

Y8090

‘paysanbal dn-mojlo4 pajebisasu

a0 pinosa uieidwos painsse pue sn Bupusop sof Ryes
payuey L 'S0y “1eD € Bupjey usum SIS UoHEMNUWOS poot
30 Molte You ssop pue abenbue) ysyBug e puejsIapun Jou

pip Kepy pue siys BuidAy peq Lisa pey wabe sty sieo Bule)
12 qol pooh 2 Bunl yviu a1e syabie 4 euw 591 JauWDIsny)

YOLLOI90

"LORNIOSAS UM PAISHES L)
SEM JW0ISHY) "pawniopad aq pnom dn-molo} PO SE Ay, "SaNss!
Jewelh o pey JuaBe ay) apetl SEM UOHENLIELD pue 'JELLRIb
pue Bugiads sjuabe ay) Inoge pataeidiuon JAWDISNY SUIIUoD

SIL PHUE(D PUE B1LOYSND UM 830dS pue pajed Jabeuely Buiuiesy
‘spawalinbal 04 s1esw pasds Guddy ualy 2o ayy 10 moy

BU) joaye 10U Pnom jei aoed e e pasds Buidd) ay) Buidaay pue
saone fudiy e Buralioo jo asuwepodl auyy uo Jusbe padeon
"ApE8|2 pUB Afuany ysybug syeads sys pue Juabe ypm pw
Josiardns 8y sebeueur Buaa 1 o) wes sem wiekdwos ayy

POIOLISD

"§9BQ [{e9 B 18anba) pip Jawoysng “saupny pajebsaaul aq pinos
wa)qosd 8Y) JeL 0S U JUBS Bq PHoM JHEdWOD B Jelj painsse,

SOH D ABas B BUnjEs usym SIS uogedunwwod poob oy
MOjjE Jou s80p i) pue abenbue) ys)Bug ay) puelsiepun Jou pip
Aauy pue 'sipis BuydA) peq Lea pey yuabe sl spes Buike)

12 ol pool e Buicp Jou aie uebe 14 Jey) $9jEls JBWOISND

pUE Mouy ST BUIS) 10) JAUI0ISND Sy paduey | asucdsal|

+0/20/90

‘pesBio) ag

104 pinom ! JBYL Spue)siapun pue souso)sna Lue uo dn Buibuey jo
sa0uanbasuod ay) Jo wabe pasiape '0S[y "Jabeuepy wea | e Ajjou
0] pasiape juatie 'swejqosd [emuyda) Jo 10 asuodsal ou s sl
18} s|jea Ave Bupuawnaop Jo asuepoduw ay) uo Juabe payaeoa
JtE2 2} 1BqUIBILSL Jou PIP 8yYs puk Juabe yum |aw Josinadns ay |

PO/LOIS0

“AIeSSaoal Jou dn Mooy
12101503 0] paziBojody “1ayt vo dn Buny sojeiado ayy Ing (e
0) Jaquun B ojesada su) SAeD ays JBL) POIEIS JBLIOLSNI BDI0A

¥O/90/90

‘uoneuua) Buipniou pue o) dn uayes 3q [ uoyde Leudiosp
“1IBWsnd & spiemo) Apuejosd Buisn paalasqo J| )|ed AIaaa uo
sousned pue wsiieunissajosd Bugensuowap sAEME o soueHodw)
ay uo wabe payseos) 1ewoysna e 0} Apuejosd adhy 1oasu pnom|
Aa pejers weaby JIeD SU) 1AqUSWAI PIP Bys pUB Juale M ey

“dn-majoy

18anbas jou pig Juswnedap sewudoidde syl o) uoneLRLIOU

Sy PIEMIO) [ | JEU) MOUY 291 18] LE ‘wiajqoxd By} Joj Jdwoisnd
o) 0} pazifojode | ' Suidd) say jo uny Supjew sem, pue youa.
e 13y palea Jepp6 Wwabe 1ey uedwos o) ul pses 5asn 14

FOIY0/80

's||ED ||E U0 |eunissajosd

pue ayjod Buaq uo PUE SUOHINASI JAWO)SND BUMO(I0) SABME
vo Juabie payoseo?) "SIBWOISND C] BPIU JOABU S PUE S1Sanbas
JBLLOISRO MO0y SABMIE Bus JBL) pajes Juabe ay ] j1ed sy
JBquieiugs Jou pip waby ay uabe ay) yum jew Josiuedns ay L

S0/92/50

‘paysanbi
YIE0a ON “Nied 2y} 1o Bunpuey s 10) peabojody :goy wy
0] 8pNJ 5BM DUE [{B2 SIY U0 u0sIad 3| e 196 ) LoRDdNYSLY Sy
MO}y JOU PIp Jwabie BU) 1BY) AeS O PAIED JBWOISNI ALL 14 ¥

S0/92/50

WeSAS Sy 1 BUj uum op O Buiou SBY Ym Jeside

0} ons$| aU) pasned Jey; P20l A1 JAED AW PeY JS)ED By L
TS pRIgEUS BG |IM Q1 J3HED BLp oS # Aeys) ey Buyeip aiojeq za,
[E1D O] 434|E% BY) PASIADE PUR JSLLOISND BU) PaJed Ueiduyas) oy )

GO/LE/SO

PBII0D $15aNnbal
Jawoisnd §508,52001 “LL (puisite ag pnom uredwos pue
1@y oL | PISIADE PAIAUNOUS walqox Jo) panbojode)

Ay 1 B 01 SSNED BUABDA) JOU S) JBLICISNI DA

S0/ST/50




"$pae3 pasnsily sy) soejdal oy spues pledard Aeusaydwoa
[esaAas pajlew JaBevey “siaqunu sjusbe e jo yoes Buidasy

J0 adueyedw sy paueidx3 uapiy ey) oge pazfiojode pue
PRI0RIU0D Jabeuely nadoy "pajsanbal jea dn MajoS “S|IED piED
Buyies predaud Buiyew uaym 1aquunu |ejoads 181 8N 0] JUBM Aew
S 13U IO} PUB '5195N 514 1O} 1BQUINU ODA 1B199ds B payddns
171182 ALL ) ODA E 29 0} MOy Jay pajanuisul pue Jabeuepy
WNO3DY JIBU0D aYs Jelf) papuatuwiedal | Ajjeuosiad sw JoeU0D
_ aseaid 03 sAep U] 0] ¥BBM BUO UM JuaLRBRUBL WOY Jeay
10U PIp B4S J 18] Jau PasiADE pue ‘udijeniis au) Joj peziBopdy

P0/20/L0

“SSWNU PJBD 13y 0) S53008

SEL 95|23 BUID OU PUE SSAOY BY] Ul 95|38 APOGOU SEY PUB BLOJE
saAl aUg “Jojesado Aejal e Aq syadsns ays ‘pepiulE O} S[ED 1)
Pasn B1am PIEd Jey) JO SBINUKL 00G PUE SAIALUW (OZ| PEY PIED
1544 8y, ‘ped auoyd piedasd | 1y 1oy 0) Bunpg Aq sed asay)
Bpew ayg (apod ease pag) 10 Auo o1 |12 Buyelp Aq spes Aeja
O0A 94EW 8YS 'sI0SIAIINS Ja)Uad [jBD BY) O} SO oMy JSH)
2 ‘waygoxd siy parodas sey SaIIED By Sy payl ) §1 SIYL

¥0/90/L0

‘uiebe uaddey jou 1w It 1By} Bunsue
0} udxej sem uolae sjerxdoadde pue payoens sem juabe ayy

FO/E0sL0

“Jsloysnd o} pazboody "asundsal U Sem alely)
PUE BIM] J£GE PBYIES. B 8L} ALS 0} L) PIIED JALIOISND AL ).

PO/EQ/LO

“Si8quWnu gog 12 Ubnauy feip oy sapag
oq Aiqeqoud sty Jey] pue ‘() sefieD auy uo ssed jou Aew 3 ay)
N4 Juaiuasued §) L1 yBnoagp Bugeip jey) pasiape sem Jawosns

+0/90/90

-sabieuely Junoooy

O] PAPEW-3 "aDIASS 1BLLOISNY O] (2D tuMal € Lps dn mojo 4
"PEEE021 0004 Pausdo sem jaxon ejgnol ] "pazibojody ‘Buiyes
S1 OUM SMOUY DYS uaym auoyd Jay Slomsue A0 J2LL0)SND
U4 "LDIIBUMOMI (Y J2)je2 Bulpuas 10U Si ABja) S3)B)S JBWIOISND

¥0/G1L/80

UINE

2q 0] uoyoe ayendosdde ieKiuod jo aimeu o ang -aRenbie pue
ansodwod uo Jusbe payoeoy 1awolsnd Aue spiema) Apuegoid
8SN JOU PINOM ING IED SILf) JOGUIBLLAL JOU Pip BYS JEY) PoIES Juaby

FOivLI80

‘wabe sup g A2j21 Yym pey sey

3y 1ew; swayqosd ayy 40} sBUI) [EI2ABS PaziBopdy awp piey

e ajdoad Jeap af 10u 0} peau g abenbue) peq asn pue apr
Assa are 6, yim Buruers sjuabe 2) Jey) mouy o] wawabeueyy
Ay syuem e “Ape| e of 1ey) 9 BuppAue Kes sanau pinom ay
28nE0a(q 1950 AUDA SEM B PIES ' PASSELIBQLUD AaA SEM B
ou-y, Bunieads sey ay Ape) sy pared webe jey; ples saes

#0/1 L/90

‘peal jsnl sem
1ey) uoiessaau0d ayp jo ped Aue Jeadel jou ues juabe padd s yo
[E 80U0 83nedaq 'sainpasoud sy Bumojo) sem Juabie vo sy padd;
ApesJe Jasn A1 Bif} ) 'Osfy Isanbas ey 10uoy jsnu Juabe
hosiuadns e 105 1sanbal 1BWOIEND B Uaym pUE *auo) |EUCHIESIBALIOY

& Ul Bupojoa sAeme jo aouepodw sy uo Juabe payaeon
“1E2 oy108ds JEL; JIBGUIBWAL 10U PP BUYS 1nq ‘luabe auy) yywm 1B

‘pe)sanbas dn molo) oN “pam) 3q pinos Juiegdwoo Moliy 1L J8)
pue 182 ay) o) pazbojody "Josiadns e 136 0y pasnas uabe
a3 pue Josiaadng B 1) paySE uay) JelieD "pres ays Bunjliona

BuidAy yday ysnf sojesedo pies 1ayes ‘pes ays Jeym Jeadal
0] J0je13d0 PEYSE JBjjED UBYAL "POCISIBPUN B4 JOU PINCO PUE
1se} Bupie) sem wabe pies Js|ies Jes Aetes auy Buunp Buikes

Sem Joesado AB|BJ JEUM PUEISIHPUN J0U BNOD BYS MBS JaNED

¥0/L0/90

‘uofinjasel ayj Y palsies 1Sn7) patiouad ag pinom
dn mojio) pjo} Sep “senss: Jeunueb ou pey abe auy) apeL sem
uonesyued pue Jewwenb g Suyads wsbe au; noge psuiedwos

JAWIOISNT "SUIADUOD S|l PALLIEID B 1SND YIm axods pue pajes
Jsabeuew Anenp v | swawasnbal N4 spaw paads Budsy
waby 12D 8y} Jo Moy BY) 159 Jou piNoM 1By} 3oed e e poads
BudA; eyy Buidasy pue sious BuidA) gea Bupoaos jo asuepodwy
au uo yuabe payseod Apeaj g Ajueny ysybug syeads

wabe yum jaw sosiasedns ay | iabeueyy jawen 14 0) uag

¥0/80/20

"Ny pajebnsaaut
pInoD waqosd Sy 181 OS U1 JUSS 3G PINoM e dwos
B JElf} PINSSE pue mouy sn Buips) Joy soieo pexuey | asucdsa)
SO ‘e Aejal B BUINE) Uaym S|INS UONEDURWWG) poob 10)
IMOJIE JoU 30D Sibyy pue abienbuet ysibug auy puessapun jou pip
Aay) pue ‘sipys BuidAy peq Assa pey webe sy ‘siea Guyiess

1e gol poob e Buiop 1ou a.e swabe 14 jey) sejes JaLC)sns

0/ 0/




"8UOP 8Q 10U PINOD JEY) PRSIADE J0§1ARANS pue SajoU

“Jewo)sna auyy Aq peouayadxe sem anss| g aAowa) Josivadng paysanbai sewoysny jsanbay nowym

Burysomiau/Buinos pajEos! SIQISSOY “UOHEZLIOUNE JNOLHM $310U sjou pauaus wabe 1ey) ysdn sawoisno ysueds asn sdeme
IBLCISAD clul oy Aue Bupiaiue 1ou uo Jwabe payoeo) “wajgond o) 10U §30p JBLIOISNY) " MNeiad0 ysueds, (passud 200 3y S|
panbojody jsenbas Jawolsns vodn Ao paselus 9q 0 S8 sajou fetey Buyews uam swaigoxd Buisnea $1 9100 ayL "JBWOISHD

PaSIADE sy "PaAoLlal $q AUIEUST UBD SBJOU JOWOSNI paspy|  +0/00/20 Loy 15nbas Jnoyum sojou sseqejeq seawosny passjue waby|  po/sose0

T’ 10 dVSY UE UM S0 i) j2 ABp MOIS
{e pasapisund sem Y Se pooB 3ool i pue Aep jey) Ky Swi Bulamsue

aberone ay) pamaiaas Jabeueyy -waigosd sy sjeBysaaur ISUOASSr OU U
il LUEINHULIS) B L} PISIADE PUE J8wo)sno 3y} o) panfiody]  po/v0/80 SSINUIL O} PAUEM DUE ||/ PRIEIP BUS 1B} SBIR)S JSWIOISRD]  YOFO/B0

‘shepinies wdy o} weg K0 Aep- nay) Aepuopy
wd § 03 We § YOBG PSIES 5 UL S "USIS) JOj YSE OS|E LD IO
¥0EQ P0EjU0D 8q 0) Juem pip aus “wagesd BuioBuo sy oge

$9Eq J8Y JIEIUCY O} 3010 SANEASIUILIPE IND PSUEM BYS |
pajyse pue swayqosd auy) o) paziBojode | "dojs o) ¥ JUeA aiSEM
"SUOAUE Y)m NESdS 0] SWy 3ABY You i “dn Buny Ay ualy) pug SJUE PIOYE JOUUED ABLY) SSAUISN ELLS B SY AEp € |B B SIEd
151 N0 HO JAQUWINU H34} SYE) O PO} SEM PUR JBLIOISND PRIEIUGD) Y0/20/80 Aejos wainpney 01 -g Buab ynoge paueidwos sajea 8oj0A PO/OE/LD

‘Jusbe ay) o yeads pinom Bys ples pue Josiasadns

"JW0)SND & uo dn Buibuey Jo Aueres E 0] Sil) pajiodas 3 "UOESIBALCD JO SIPILL DU UY §BD SIY

8y} Waky 0] paueidxa sy) 0S8 pue 'sawy) ||E JE PaWojUl JBL)Sha PaLIsuLoISK Jabe By PRy SY) Lo UGHeNLOE §y At 1ob
e Budaay sAeme jo sauepodwy ayy uo usbe ay) payseod PINOD &y 2:0je8 NOEq (|ED O) Wiy 104 3wy poob e anb o) Bunh

NS “Hea opoads sy equalial Juabe mpau pue 'sjuafie SEm pue auoud 8L palamsue DEYD B Jaquinu ey Buyoes) uodn

i jop “pejsenbal sem Noeq B2 ON Jayun} pajefysasu) aq pinos "ALL UO puail} B 12Eju02 0) PIIUEM B uslm OS|E g suoyd au)
wajqoxd ayj Jeyy 0 U) pawn] 39 pinom Juieldwon ay; jey) pansse UO LY Yk Bpru Ao Jou sem juabe ay| (equinyg ay jo ansun

PuUE mouy s BuINe) J0) JAWISND By} payuey | asuodsar SOy ¥0/9ZIL 0 Sesm a1) (1.0 81y ¥00) GEZ6 JO SEL6 webe jey sejes Jswoysns | pos9zL0

"PIED PIO POAIBYA) IR JUSS ‘sjea jeuosiad Buext siojelado Aegar Aq sapunu

a.e spiea predaid Aeuawydwios #yD ay) INoYRM 3381 0) RNIyIp piea Buijes predasd Jay Jo asn sy ajam sanss) [euBio Jay
S| 2l pue a)ep “#y) umop ind o) juepodw ) ) J8)URD BU0 B "8{A13S AEjel AQ J0 PR AQ UONEUNWILOS OU PaNISIAS SEY NG
£.90 001 J9A0 BABY B B Dowerdxe pue Aj | yBnoxg) sawmsno “IE10E Pue Tri0e# Buntoel ) Buipseba) seBeurpy Junoaoy s
ay) pajeuod uossad dn yoeq sgabeuew sy -aundew Bupemsue Aq pajoeu0d aq o) pajsanbal ays "pasSAIPPE Usaq JOU aABY
OU U JamsLe ou Lpm 5BuL au) sy ng 'Aep sad sawy sauy) $00Z "L AN pue p0OZ ‘9 AINf* uo Jues Beis) sebeuey ooy

0 omy 1aBeukp ooy By] 100D o) Alep Buiks uaaq sey syg VO/LEILO Q) JuSs sJam jew) sureklwod Jay jeus podal o) pajed Jewoisng YOI LILO

LTI

pseo pledasd ey} Jeadal of 3y sk Ajpugnol siojelado Aejas

UOIUINE J3Y 0) JUBS S1aM SpIED pies sys sojesado A e Ag (sjoadsns ays) pesn usaq sey

ARuaieniuoD By PAADSE Seam ) PUE PaJDEILOD SBM JaLLGISNS jeyy pres Guyed predasd paw 1oy si iy ~su0b a1em satnuiw
5y L “sefeuew JUNOJSE T4 O} PHELT “JOqUINU BACGE jE pajsanbay s ge “Buriow sy 1eD ey adeld 0] Juam aUS UBUM INg -PiED
dn mojjo4 “Sey yea) o} awwy pool B 8q prom au 14 we ay} uo Bujuetwas se)NUIL 9% Py ays ‘Aepiajsay pies Buyes

L1 18Y) PiES 84S paYoEal Aisen aq JyBiu sys jey) awy syoads predaud 1 |y 1ay o) ) g pue "Suiwow sy 19 u sebnep

E 10) 1oy paysy “sabeuew Junoose ayy o) uas aq pinom juiediwoed 1y o] 120 asuersip Buoy e soed 0 pory ayg Aepiaisald

JRAIOUE JEY) MO sa 18] U 'ansst sIyy 1o} ulebe pezbojodyf  pon 020 anssy awes sp) Bupoda saye wiebe pajed laweisnd|  vo/20/20




*PSMO(0) uD3G SABY PINOYS 1BY) SBINpED0Nd
By} Bumaiaas o) anjdaaa) Aiaa sem ol sanpadsaxd 198102 ayy

$osimadas pue

Y0 a1 Je pasind pue Jasdn awedaq Jawoisn2 ay | "I0siatedns
e pajsanbau *ploy uo way) paseyd WsTe Jusby <jed

Adl-ALL e ssa20xd 0) pajuem JOLLOISND BY) HIAM SIOUBAIBSAO
'waauss ol Buimanal uodn sBupuly . j1es oA ssesoud o) A5
M | pue aw ym KE1S "Sadusiuasunoul asay) Joj saiBojode Ay
‘uopuane o o) syl BuiBupg so) nok yuey |, ¥SD L Buewos
10 PRYS B Sem } yBnows se ploy vo sw paoseld wezre

uQ PBYIE0D SEM B “WISZYE JUeBE YUMm Jaur | ‘e ey Bulpus seyy ¥orgl/ol [uaby aouesisee wsiaadns Jor palieD | pauawWwod Jasn A11]  poysosml
‘BulLDewWw
Buy al} uo abi BAed| 0] pue yoeq (el e pasanbal
“wieidwod au) Buipieiias Awnsns pue przbondy dn Sury pue webe panw wo uabe
PasSaINPE SEM It JEY) PASIAPE PUE JALWIOISND aL) PAIED Uy} Jayjoue 0] GuiiiE) SEM 2y ji pAYSE JAWOISNT IO AEP INOGE Y
uonoe ajepdoidde Juedwos jo simeu oy enp 'wWSIEUCISS a0 SHOUE O} PadIE] $S017) “BUIYE) SEM JBLLIOISND LSYM W pajyy
U0 yJ Payoeoy) ‘JIES By) Jequawal JUpip o ‘piebe ey maa|  porzLe0 (ool siguse) es e pIp WD a4 1EU Pies pue jasdn Alaa sem isnd|  po/cLieo
YD AU M N ooy 0} pa3Ge pue s
‘Gimoy e ay) Buidasy apym BujLusog) 1o} JOLIOKSN: PSRUBL | ISI0M B} SEM SK) PUE SHED
S04 a1 Bundaliod jo souepoduir sy UC payoeed sem Juabe ay) AejJ J0 10| pet a4 . uoiysuen, ax) ysaBug sduys aounouaid
v /m dn mojjo) 0) paaibe pue aw Builusopu sof 180 pasueyt|  FOMPLGO 10U p|nod JajiIads peq e SEm o pies vosied 820A 3yl FO/¥LIGO
“Buissasoxd yea usym pasnogy
BuARs UO pAUIEDD OSIE W) "awy pajoadxa au) uiyis Bquing ay) y2eq (jeo g dn Buey o} 8.y | “Aeme Wi spuodsal
Builetp Jo aauepodw) UD 2 Payseos) [Ied Sy} 1aquiswal Lupip ays AU ays ‘aslf) S1 yD p Buyse *adAy | uaym g spuodsel saasu
‘Y3 34 Lyum 1oy PaISanbas it MO0} ON “I1ED 50} 1SN0 PaueyL|  ¥0/11L/60 ‘FLYE WO 12 | A Asasa ‘PajERsnYy we |, ‘PAIIS JOSn ALL}  YO/HL/60
“S|1E9 Bunaaduadsip Jo saURNBISUOD SN0LIBS BU) PepUNUD)
pue payaeod sem Juabie sy) aseym LUBYE) SEM LOIE Bjeudoiddy ‘pajsenbas dn moiio) o “wiy uo dn Buny pure apru
“uonefinsaaut 10y passed g pod 8Q PINOM O JeY) pauetdxgy F0O/01/60 SEM YO PiES "J6gEy WO Jsulebe pauedwos seyes puilg %08 vo01m0
‘Juabe yym sainpadoad 1adoxd pamernel ‘1ea yey) Buyssasold gol
Hosiedns aiy) asusuaauoow 1) penbody (esucdsey uED HOH L8O ALUDY B MP WSLOP Yeabe yevy padA) pue v PalED WS +0/1 1780
“wabe
/M saunpadox 18doid pamaiAay "adURIUBAUCDU| 10} paziBojody FO/EL IR0 LB uo dn Buny juaby, $O/5 LI5S0
"MEIS pue sjuabe 1o Buwen o 5s801d Dy w Auauns Juabe!
Ym0 auiyaew Bullemsue 5104 B Buiyseal usym saunpasord ‘abessall jxa) @ aaea| pue auloew Bupamsue
1034100 3] pAMORDY J03eIdo [BY) JAWOISND ) 0) pauiBldxYt bO/EL/RD 80104 B 0] fE]p 0} JOIErd0 ay) PajUEM JBILIOISND 80A]  vO/OL/BD
“Syiom inpasod
S 1BYY DBYERIN Ll POLLILIO Y8 DSIE pue (DN Sahues Aejad
‘BuikfIELL Bullamsue &o10A JALAO UM BUOP USBQ SEY PUE BUOP 3q uea ainpasoid syl Jey)
e uo abessaw 4 | ase9) 0] gyqissodw Aeduyoay 81y sebeuey MO BUS 1BY) SOIENS BUS "OrL) YU 5 SILJ JEY) SH)EIS JaMD)SnT)
WN0AcY Al PUe JaLies) ay) opio passed aq pinom juieduwios "y8) &q jouues afiessew A1l e ‘euysew Buuemsue omoa
844} Ul paINsSe PUB MOL SN Bullie) o) Jowojsnd BlY) pajuey | $0/60/80 | & Buiyaeal uadn ey PO} aue siuabe Aejl jey) seje)s sawoisndl  $0/60/80




‘e e Buunp Bupyey Janau

Jo asuepodw ey uo webe payoeos IS NeD e Buunp Gupyje)
uaaq aary o} Juabe ay) 10) siqissoduwy i Bunew 210ja181y) '1apen
au 404 sjed Aue ssao0.d Jou pp Jushe auj liea ayy Lo Jsisse o) uy
awed josiuadng -Jusbe ay) Je Bujsing ueBaq Jawoisns ayy uaym
s1yey; ' Buleay o prey Jo Jeap s oym suoalos Buyies nok ale,
J3i{ed aL) yse 0} papaacoud Juaby osiwedns e o) peyse Joea
Bt Wt BLUBD 11D BUY] S€ UOOS SE JEY) PAIEJS Y PUE Juabe yym ey

PO/E0/L L

o oW

19U LM XBS PRy 3uS, 1BU) PES D) By} Jey) pawney) “pea Aejal
8} Buunp as aucawos oj Bupie) pue ,'spru, Buiag v sy
oqe abenfuet susasqo u daa g o) PALIEFIS 19D Blewsay

YO/EG/

"SAGGE JaqLINU
puoyd auy; je auy s dn payaid Apogou ng 'SELU [21aASS JBICISND
H9eq pajie ‘uoneuiltiay Suiprisu pue of dn pes) ues j os

Buop paasesqo g ey "yea e uo Bupyje) 10 souepodwy 3y uo juabe
941 PSUYOEOD "BACQE PSUOHUALL O DY) HY) JWBLIUICD B Sy

10U 1123 € Bulnp 1E1 10u pinom ays palels pue Juabe yum jap

PO/SEI

2 uwow

134 Ui Xa5 pey ays, Jel) (es w2 au) Jey) peLier “ea Aejas
au) Suuinp asa sunawos ) Bunyie) pue ,'spny, Buisq v sy
noge afienbuel aua5Go tr das S 0} PAHUBAIDS JojeD JELay

POEO/L L

“ARoaLIeD E_._._umuot 8yl pamaoo; wabe ey pue Juabe ayy Aq
ﬁuuu& SEM J0LI5 ON "JIDES| WES) Jy) SE [lam i abie ey Buisnge
B Jawioisna ay ) -s8o) Bunosuuoosp u pejusLINIOp SEMm jed By )

YO/E0 L

«J0je1ado jey) Ag pasoubl sem | asnedaq /pg/ s0jessdo jnoge
Bumieidiues sem | -ojuso Aejas BU) O IBD O poL) | usum
PRIDBULOTISID *LZ6 44 "0siaadns ay) "Alepy 1Bl S| ueedwon
AN PUIQ %08 B |, peUBLILOD JDWOISNS ALL pung

YO/LE/OY

‘as
Buop jo $8auanbesuns o pasIApE sem S "S{IED JOBULOISID JOU
0] $F ) JUELOALU MOY L0 PBYIEOD SEM BYS “JBAIMOY ‘BInjeU Sy
40 JuaAB L 18231 Jupip Jusbe *Jppg; Juabe yym Buryeads uodn,

PO/BZI0)

‘pajsanbas dn moyoy oN . wieduios

si Buip.eBas sosialadng sy g paydLes ag I pla.

waby “1apio up ale Auiepas saiBojody ‘1ea nod o} jnyaelf
SBML THSD L WIBY) MONRY LUPIP $1L. 82 Juabe Jnq ‘suononisu
aaefl | ‘jes Aw papsuuossp ayg "BpNJ sem i | g2 uaby,

PO/22Z/0L

“SuCINASUL SJewojsn sy Bumoli Jo esuepodus sy uo Jabe
au} payoeny) “punoibiyseq padk) pue jobiof ays JeLciSn £
10} sjle3 [e1enas Buloed Jaye jern pajers ays “Juabe suy yum ey

YO/0Z/0)

‘dn

MOJIO) JUEA 10U SI0P JBWIOISNT ' 2196 Juabe Jo sosiuadns auy
BSIADE Jp¥ BAA “SBILNOIUB SI3 Jo) ALOS a1e apy “saiBojode uno
13098 sseaid, 1HSD 19 "0)2 'Bunbnoa 'Bupel--Ley) Buidk
PaNUNUOD 3ys Jng ,'SIsIoU punoubiydeq adi; jou op aseaid,

18y o3 padA) | ,'sas10u punoiByaeq adA; jou og, ‘suononnsuy
SSEQEIEP AW MO0} LUPIP /a6 Wwaby, ‘PAMBLWILIND JBSN A1 )

¥0/0Z/01

“1aquinu sy Bunep sxjeq (pesyy
09} ¥, 8y) J0) Buniem U parIeod Sem oYM abe oy yum jap

FO/ELAOL

"ON N0k ypm dn moyoy

0} 1 ysim nod o) “sawnpasosd Jadosd ey IR PBYIROT By
% 32 ¥oe Waby szibojode Auenad ap, “HSD ,'peayE 0B, ay)
anB pinoo § a10j0q PHIEIP 42196 ushy, PeIBILILIOD 195N AL |

PO/ELIOL

‘Buidy s.58sn A1 1 =) Bugdnusiu Jou pue suonongsuy
Buimolog jo @suepodun sy uo payoeoa sem 8US "18ABMOL
D 8 Jequialusi jou pip ays ‘1L gog Jojesado ypm Bunasw uadn

¥01L0/0)

‘pasanbal
dn mojjo} o ;dn MOl0) yStm nok oq “s1ebysaau) iim om pue
SIA JO S Buiwioju) 104 ROA YUY | “35UBIIBAUGI 2y) 10} sy0iba1
Jno ydaooe ases)d, 'y .-Bupuodsas aiojeq peaye ub ay) w0y

VEM OF 301} sojesado Si] peYsE | “peaye ob o was | alojeq
At pajdnuau) Aisnonuiyuos 1508 olelsdp Aejar dg ybnoay

129 SSAUSNY B Sulpuey Sem | PAILAUNLIOD JBLIOSND BXOA,

#0/S0/01




“afiessaw Ino adfy o) saunpasosd palo0

pamoyo; Juebe uoneuLol 1o paseq ‘abessaw e aAED) C) pejuEm
Aay) 122 ples Jawolsng abessauw auyoew Bultamsue padAy

PuE payoeal uabe 1ey) jesdn alenaq 5aw0]sn "Juabe s jap

FO/60/Z1

"Al¥29.1102 (182 418U sse00.d
10U PP Jv.2Z6 Wabe jey) uiedod o] palles JLISND (DA

$0/80/21

‘858004 §ED
8y} 03 uoyuaye Aed pue yea sy Gupuey jo sauepodun sy uabe
243 PAYIE0D JIBY B4 JAQUWIatISI JOU pp juabie ‘uabe auy uyam jep

"4 glot waliy ‘sainpaocsd o) Buipicase |1eo yayy
ssasox jou pip wabe Buneys uerdwod of pe)ien Jawoisno ODA

FOB0ZL

‘s|iea
IIE U0 pasnoo} pue aasuodsas Buiews Jo asvepodus oy uo
juafe payseol) “[1ES Gy Jaquaial jou pip webe quabe (DTS ET

¥0/90/Z1

‘Buifefal apym Huoj 0oy pesned pue pasnooy
10U sem 4806 Jabe 18y} pajels pue ul pajes sewoisny

Y0202y

‘|lam S $|UE MOUY SIB)ED
18y 131 0} say pasyse pua uoseas Aue Jo uabe Jualep e oy yse
UED 8BS J2Y) MOUY JBWO)SN3 13| pue pazibode aolAlas JBwosny)

YOez/i L

‘UsnBuz vano.q sjusbe syl pueisiapun Jou pNos jED Bupeay
lay “syods juabie uaym Jey) peurerdwod pue ‘ysybug yeads
03 paanbsy ale syualbie Aejl e ) pajse WIS ODA 74

y/6Z/ L

"SUCDNASUY JaWOlsno Buimolos Jo sauepodun
BY) SPUEISISpUN v ")) ) Buiieq papiaosd sostasadng

‘paisanba. dn mojio) oN "waigoxd ayy 1o pauRou aq M

12e) ‘paabojady “Ies Byl o LElS By) 18 uoRoNYSU) By} Baeh
SB1UOISND UL “|BIPS INOYRM SUIUIEW JAMSUE Lo SBessalw

E 9AE3)| 0] Wiy mojfe 10u pip Juabe auyj pale)s saweisny

¥O/6ZIL 1L

te2 & Buunp sawn e 18 paulojul 1asn A | |y Buidaay
Jo sauepodu ayj uo Jualie PayIEOD IES BY) JAIBLISI 10U PIP Bl
‘Juabe yum 13 Juswpedsp aleixdosdde sy o3 popiemo) aq PINoM
JUeKILUIOD B IBIED POLLIGJUI PUE 'BDUBILIBALIGILE AL} JO) paabojody

vO/LgL L

"PAULIOW AL Q d3a) 10U pip Jojesado By
‘163 55800 Jou pip Jojesado ay) Jey; paueldwos Jasn All

Y087/ L

"BNSS| SIf) U0 pajessuall sem 123 algnon ou
SSNEDAQq *aNSS! BHUIRE B SEM I J1 300 Juiod 0] 3)GEUN "LIOHEUILLIG)
Buipnjow pue o} dn peaj uea y os Guop BAISS]O J "IBLIOISNY B UD
dn BuiBuey jo Aireaas au) U0 OS(Y "SBLUY 112 18 PAULIOHUI JBLLIISND

avy Budaey uo WwabE payrecs “PLICISND B UD ¥BUUGISIp
B4 pINOM Jou '||B2 By} SGWLLAL 10U PP Y pale)s ‘uabe yum japy

YOILZIL L

“puodsal jou pip ay Aym o) se wajgoud jeyda)

B SEM 2134} )1 40 dn Buny juabe p moux 0] 3y PINOM J3jIED
‘popuodsal Joasu uabe pue Jaquinu puooes e Jeip o} poyse
J8i[e2 'liea 3y} jo pua ay} je Jequinu Buow pajelp wsbe Jsay
‘puggsiapun Jou pip 8ys sBuy) 1esares pip Juebe pies sayen

POvEILL

"lIed Asaaa ue wneqiaa Buypleas ke, o asuepodu
a4} uo Juabe payseas ‘wiequaa Buiyysasa shejas sAeme ays
PEIE)S Jle2 10ads ay) Jaquiswial Jou pIp sYs pue Wabe ypm pETL]

POIFTILE

"BIAIGS

Agjas epuold sy Buisn Jo peajsw anpny 8} u wig Joj s|eD
aseid spuatly Buueay BuiAey peIEXIPUL *SIBYED O} LORBWIOJ
ajenane Buikejas aaey si0jesado ay) prefaisip [eseuab ayy

PO/SL/LL

‘122 Asead uo wneqiaa Bupfiasa Buike|ss o asuepodun
ay) uo swalbe payseo) “wnegsea Bunplions sieiss shkeme s
D3IEIS i Jynads JaqUIaWal Jou $30p ays pue wabe yum jap

YO/RTILL

‘IMAIRS

Ael24 EDHOLY ay) BUISR JO pEaJSU) SIN)Ny 8y Ul Wiy Jof S|ED
aoeid spuswy fulseay Buiagy paiEcpU| “SIales 0) UKBLLIOUI
sjenooe Bukea sagy siojesado sl prebausip lesauab ay|

FOIOL L




pockeT No. )3~ | & Attachment A

DOCUMENT OFF-LINE

This page has been substituted for one of the following:
o This document is confidential (NOT FOR PUBLIC INSPECTION)

o An oversize page or document (such as a map) which was too large to be
scanned into the ECFS system.

o Microfilm, microform, certain photographs or videotape.

o Other materials which, for one reason or another, could not be scanned
into the ECFS system.

The actual document, page(s) or materials may be reviewed (EXCLUDING
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC
Reference Information Centers) at 445 12" Street, SW, Washington, DC, Room CY-A257.
Please note the applicable docket or rulemaking number, document type and any other

relevant information about the document in order to ensure speedy retrieval by the
Information Technician

RORES




3/28/05 Inability for CapTel users to Reported problem to tolt free network provider. Problem resolved the 3/28/05
reach the data toll free number |same morning. Customer service representative confirmed with
customer thal they are able to make calls.
331105 Disconnection/Reconnect during | Customer informed of causes of disconnection/reconnection. Sent 3/31/05
calls customer information explaining the difference between a CapTel
phone and a traditional phone. Explained to customer why
disconnect/reconnect might be occurring and sent email with tips to
reduce their occurrence,
4/4/05 Billing Issue Explained billing situation to customer. 4/4/05
4/20/05 Incoming Connection ~ Tech support identified and remedied the circumstances with a 4/22/05;
CapTioned Calls system change on 5/25/05. Customer notified. Customer states that ongolng
aliis well.
4/21/05 Caller ID shows number but not |Our technicians have reported this problem to the IXC network 4/21/05;
name managers for correction. ongoing
4/22/05 Disconnect/Reconnect during Customer removed the Call Wailing feature as they did not really 4125/05
calls need it. Situation improved.
5/6/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed
resolution was successful. 05/06/05
5/12/05 Accuracy of captions Explained to customer how incorrect captions of conversation may 05/17/05
have been caused. Customer expressed concern with one word
appearing in error that caused confusion. Customer encouraged to
collect CA # and date of call, and also to ask the other parly to
clarify if a word is received that caused question.
5/19/05 Echo Sounds Sent customer over-the-phone line software update to provide 5/19/05;
resolution. 6/2/05
software
update
5/20/05 Inability for CapTel users to Reported problem to toll free network provider. Problem resolved the| 05/20/05
reach the data toll free number |same morning. Customer service representative confirmed with
customer that they are now able to make calls.
5/27/05 Disconnect/Reconnect during | Sent customer suggestions for alleviating disconnection- 05/27/05

calls

reconnection incidences.




